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Bot or Not? Humanizing Your Chatbots 


Overview 

Digital self-service channels including chatbots and Interactive Virtual Assistants (IVAs) are 
becoming a preferred channel for a growing number of consumers. In fact, studies show that 
67%, or 2 out of every 3 customers, prefer these interactions over speaking to company 
representatives. As a result, companies need to understand how to optimize their chatbots to 
better enable self-service, deflect calls away from human agents, respond more effectively 
and with more emotion, and ultimately deliver an outstanding customer experience. 


Three Use Cases Discussed On How To Improve Chatbots: 
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Optimizing Chatbots Can Improve the Following KPIs: 
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Key Takeaways: From Insights to Action 


1. Bridge the gap between what customers are asking vs. what chatbots are 
understanding 
o Solution: Collect words and associated words to feed back to the bot’s logic for 
identifying the frequently misinterpreted intents. 
o Results: Decrease abandonment rate and channel switching 
2. Improve self-service options 
o Solution: Improve or grow your help articles and landing pages where you 
identify customers are not getting a complete answer. 
o Results: increase call deflection and reduce costs 
3. Increase social competencies of bots 
o Solution: Feed your bot's technology with the context elements (words, 
associated words, customer topics, etc.) that indicate a certain skill is needed. 
= Also ban the bot from using unwanted expressions and phrases detected 
in previous Conversations. 
o Results: increase adoption rate of chatbot and IVA channels 


Clarabridge helps the world’s leading brands take a data-driven, customer-focused approach to everything they do. Using 
Al-powered text and speech analytics, the Clarabridge experience management platform enables brands to extract 
actionable insights from every customer interaction in order to grow sales, ensure compliance and increase operational 


efficiencies. For more information, please visit www.clarabridge.com. 
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